
Call received by *\ 
Aspect CallCenter J 



REPLACEMENT SHEET 

FIG-2A 



Thank you for calling 
Cox Communications 




Move 


DNIS 


to 


Data 


Variable D 


Move 


ANI 


to 


Data 


Variable A 




SEND DATA 
Subtype = FINDANI 



START \ 
Coll Routing J 



DTA. PN: 
DTA <response Code>, 
AN: CL: ZP: PC: HL: ND: BT: CT: SI: 
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response^^Yes 
code=202?. 



(not 
found) 




duplicate 



(bad 

command) 



Move Collections CCT> 
into CCT 



Move "CALL RTE" and 
<Account Number> into 
Data Variable E 

i 



Send NAK back 
to CallCenter 



Move "CALL 
RTE" into Data 
Variable E 

I 



Send ACK back to CallCenter | —(END Call Routing) 



VJDatay' 



REPLACEMENT SHEET 



Yes 



Transfer to 


No. 


CS CCT 






FROM 
FIG-2C 



That phone number 
could not be identified 




If you are an existing Cox customer, press 1. 
If you are not currently a Cox customer, press 2. 



Transfer to 


No. 


Sales CCT 






Please enter the 1 0— digit telephone 
number associated with your Cox 
Communications account. 

i 



You entered <phone number> 
If this is correct, press 1. To 
re-enter, press 2 




Store Phone Number in Data Variable A 




FIG-2B 



REPLACEMENT SHEET 



TO 
FIG-2B 




Yes 



Transfer to 
Collections 
CCT 



To continue this call in English, press 1. 
To continue this call in Spanish, press 2. 



Pressing 1 or 2 simply determines which set of CCTs to 
execute from this point onward. They would execute the 
same logic as presented in the remainder of this diagram, 
but in the appropriate language, and provide the 
appropriate Sub Type to Agility. 
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(MAIN MENU) 
For your account balance, press [A], 
For outage notification or converter re-authorizations, press [B] 
To confirm an appointment, press [C]. 
To order PPV, press[D]. 
For service upgrades, press [E]. 
For office locations, press [F]. 
To speak to a CSR, press 0. 



For menu options [A] through [F], CCTs will provide logic to pass 
the appropriate Data Variables and Subtype of Agility for further 

processing. 

For menu option 0, CCT will provide logic to transfer the caller 

to the appropriate agent group. 
The value of Data Variables A-E will be maintained throughout 

the duration of the call. 



FIG-2C 



